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(57) This invention pennlts transferring calls 
along with data that identifies, for example, the 
caller's name, pertinent account information, 
any transaction information acquired prior to 
the need to transfer the call and why the caller is 
being transferred between a plurality of call 
centers. The method and system of the inven- 
tion, therefore, coordinate a voice component 
and a data component of a call to transfer the 
call from a first call center across a communi- 
cation path such as a switching networl< to a 
second call center. The first call center includes 
the necessary network control circuitry to direct 
an associated switching network to transfer to 
the second call center the voice component of 
the call together with an Identifier for uniquely 
identifying the call. The identifier may be gener- 
ated using DNIS and/or ISDN protocol prin- 
ciples. The method and system also generate 
and direct a transfer screen from the first call 
center to the second call center. The unique 
identifier also attaches to the transfer screen. 
Using the unique identifier at the second call 
control center, the invention uses an automatic 
call distributor or similar routing device to route 
the voice component to an available customer 
service representative. The routing device then 
infonns control circuitry of the second call 
center of the customer sen/ice representative's 
identity. Then the control circuitry sends the 
transfer screen to a workstation where the cus- 
tomer service representative may sen/ice the 
call with the aid of the transf r screen infor- 
mation. 
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The pr sent Invention relates to telecommunica- 
tions systems and methods for controlling such sys- 
tems and, more particularly, to a method and system 
for transferring calls and call-related data t>etween a 
plurality of call centres. Examples of call-related data 
are data that Identifies the caller's name, pertinent 
account information, any transaction information ac- 
quired prior to the need to transfer the call and why 
they are being transferred between a plurality of call 
centers. 

The global marketplace is becoming more open 
and more efficient at providing goods and services. 
Inexpensive global communication and transporta- 
tion make it possible for consumers and suppliers to 
develop and maintain relationships without ever 
meeting face-to-face. In this environment, customer 
service is a crucial factor that separates the strong 
businesses from the weak and is a logical focal point 
for companies that seek to gain market share for both 
new and existing products. 

For a supplier or vendor who offers telephone or- 
der placement, service, or a combination of both or- 
der placement and service, the customer service rep- 
resentative (CSR)-sometimes referred to more sinrv 
ply as "the agent"-is the interface between the cus- 
tomer on the outside and the business on the inside. 
The CSR works to keep customers happy, and serves 
as a crucial link between the customer and the inter- 
nal operations of the company. Moreover, the CSR is 
a comparatively expensive portion of the overall cus- 
tomer service picture. It is, therefore, very important 
that the CSR perform efficiently. Good customer ser- 
vice from a CSR's perspective means being able to 
access the corporate information that he or she needs 
to provide maximum service and responsiveness to a 
customer inquiry. 

Another part of good customer service is the abil> 
ity to receive incoming calls and Intelligently route 
them to the most qualified available agent. In many 
call center (CC) environments, for example, agents 
are typteally segregated into groups, groups are as- 
signed to handle specific call types arriving on tele- 
phone trunks, and trunks are designated for particu- 
lar purposes such as support and product inquiry. 

One problem associated with providing quality 
customer service through a CSR is that in some cus- 
tomer call centers, important callers are often left on ., 
hold for long periods of time waiting for the few highly- 
skilled agents that can best handle their calls. Addi- 
tionally, important callers frequently may be connect- 
ed to agents that are not trained to completely answer 
questions that the caller poses. The caller is then sub- 
jected to further aggravation. That is, when the caller 
realizes that he is not speaking to the proper CSR, he 
will request or be involved in a transfer to another de- 
partment or CSR. As such, he may b further delayed 
due to being passed to a different agent group having 
to qu ue again, as well as having to repeat all perti- 



nent call-related information that he has already ex- 
plained as he tries to get the information he desires. 
With these complications, it is clear that call manage- 
ment directly affects both the customer perspective 

5 and the CSR perspective on service. 

In a call center therefore, it is important that cus- 
tomers receive the greatest quality of service within 
the shortest amount of time by the most qualified 
agent available who has at his or her disposal the right 

10 information for the particular service call. To achieve 
this objective, there is often the need to transfer a 
service call from a first CC to a second CC where a 
CSR can properly respond to the customer. This nec- 
essarily includes the ability to provide the receiving 

15 CSR at the second CC all-pertinent information about 
the caller that the f irst CC has pertaining to the call. 

Consequently, there is a need for a method and 
system that permit a call center manager to effective- 
ly service calls pertaining to his or her call center and 

20 to transfer calls to other call centers in order to inv 
prove customer service and satisfaction. 

There is a need for a method and system that pro- 
vides a first agent with the ability to quickly route calls 
and related customer data to another agent at a dif- 

25 ferent call center who can address the customer's 
specific requirements. At the same time, it is neces- 
sary that such a method and system prevent the cus- 
tomer from having to spend time repeating informa- 
tion that the customer already provided to the first 

30 agent. 

An object of the invention is, therefore, to provide 
a method and system for transferring calls between 
a plurality of call centers that overcomes or substan- 
tially reduces limitations associated with prior meth- 

35 ods and systems for effecting such call transfers. 

Aspects of the invention are set out in the ap- 
pended independent claims, preferred or further fea- 
tures of the invention being defined in the appended 
dependent claims. 

40 Accord ing to one aspect of the present invention, 

there is provided a system for coordinating a voice 
component and a data component of a call to permit 
transferring a call from a first call center across a 
communication path, such as a public switching net- 

45 work or set of tie lines in a private network, to a sec- 
ond call center. The present invention uses a first call 
center that employs call processing control circuitry 
and control instructions that direct an automatic call 
distributor (ACD) or private branch exchange (PBX) 

50 to transfer to the second call center the voice compo- 
nent of the service call together with a unique identi- 
fier. The system selects from a pool of identifiers and 
uses the unique identifier according to principles 
such as those of the Dialed Number Identification 

55 Service (ONIS) protocol. The method and system 
also direct a transfer screen that has associated with 
it the same uniqu identifier and that accompanies 
the call that is being transferred from the first call cen- 
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ter to the second call center. At the second call center, 
the voice component and transf r screen are r I at d 
with one anoth r using call proc ssing control circui- 
try and associated control instructions. The voice 
component and transfer screen then appear simulta- 
neously at an agent's workstation in the second call 
center. 

According to another aspect of the present inven- 
tion, there is provided a method for coordinating a 
voice component and a data component of a call that 
arrives at a first workstation of a first call center. The 
method permits transferring the call across a commu- 
nication path to a second workstation at a second call 
center. At the first workstation, the service call has a 
voice component and a data component The data 
component is used to produce a transfer screen of 
data relating to the call thdt the second call center is 
to receive. In the method, the first workstation in- 
vokes a transfer instruction to a first contact control 
server to transfer the call from the first call center to 
the second call center. The first contact control server 
then dynamically generates a unique identifier and 
associates the identifier with both the voice compo- 
nent and the transfer screen. 

The next step of the method of the present inven- 
tion is for the first contact control server to send the 
transfer screen to a second contact control server in 
the second call center and to direct the automatic call 
distributor or branch exchange of the first call center 
to transfer to the second call center the voice compo- 
nent of the call using the unique identifier. The unique 
identifier conforms to standard protocol principles 
such as those of DNIS or ISDN D-channel, for exam- 
ple. The second call center then sends the voice com- 
ponent to a second workstation of the second call 
center and a Voice is being connected message" to 
indicate the unique identifier associated with the call 
and the second workstation location to the second 
contact control server. Subsequently, the second 
contact control server, directs the transfer screen as- 
sociated with the unique identifier to the second 
workstation. This step assures that the proper work- 
station at the second call center receives both the 
voice component and the transfer screen. Associat- 
ing the unique identifier with the voice component 
and the transfer screen, therefore, makes it possible 
to identify and relate these call components at the 
second call center. 

A technical advantage of the present invention is 
that it makes it possible to transfer a voice component 
of a customer call and data relating to the call to the 
second call center with little additional circuitry at 
either the first or second call center. For a call center 
having a. contract control server or similar circuitry, 
th pr sent invention only requires the necessary cir- 
cuitry to generate the transfer screen and to associ- 
ate the unique idehtifi r with the vole component 
and the transfer screen. 



Another technical advantage of the present in- 
V ntion is that It significantly Improves oust mer s r- 
vice wh n transf rring calls from a first call center to 
a s cond call center by transferring important Infor- 

5 mation about the call in the form of both a voice conv 
ponentand a transfer screen from the first call center 
to the second call center. 

A further and significant technical advantage of 
the present invention is that it makes call transfers 

10 significantly more helpful to the customer. The agent 
who receives the transferred call simultaneously re- 
ceives a transfer screen of data pertaining to the call. 
The agent, therefore, knows the caller's name, perti- 
nent account information, and why the call was trans- 

15 ferred to the second call center. The result is that th 
customer does not mind, but truly appreciates, the 
transfer to the knowledgeable agent who has the nec- 
essary skills and data to properly service his call. This 
contrasts dramatically with prior art call transfer 

20 methods and systems. 

In the following discussion, acronyms are used to 
explain the concepts of the present invention. To pro- 
mote a more complete understanding of thef&e con- 
cepts, the following are some of the acronyms more 

26 commonly used herein: (1) ACD for "automatic call 
distributor," (2) ANI for "automatic number identif ica- 
. tlon," (3) CC for "call center," (4) for contact control 
client, (5) CCS for "contact control server," (6) CSR 
for "customer service representative," (7) CTI for 

30 "computer-telephone interface," (8) DNIS for "dialed 
number identification service," (9) ISDN for "integrat- 
ed services digital network,** (10) LAN for **local area 
network," (11) MIS for "management information sys- 
tems," (12) PBX for "private branch exchange," (13) 

35 PRI for "primary rate interface," and (14) VRU for 
"voice response unit" or IVRU for "interactive voice re- 
sponse unit'*. 

The invention and its modes of use and advan-r 
tages are best understood by reference to the follow- 

40 ing description of illustrative embodiments when read 
in conjunction with the accompanying drawings, 
wherein: 

FIGURE 1 provides a conceptual illustration of a 
call center for establishing an environment that 
45 may employ the inventive cbncjepts of the prefer- 

red embodiment; 

FIGURE 2 provides a conceptual Illustration of a 
call center including a contact control server to 
implement the preferred embodiment of the pres- 

50 ent invention; 

FIGURES 3 and 4 provide conceptual illustra- 
tions of automatic call distributors or privat 
branch exchanges and contact control servers 
associated to illustrate various approaches to 

55 communicating a transfer call betw en two call 

centers according to the preferred embodiment; 
and 

FIGURE 5 provides a flow chart of service call 
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transfer st ps according the method and syst m 
of the pr ferred embodiment 
The pref rred embodiment of th pres nt inv n- 
tion is best understood by referring to the FIGURES 
wherein like numerals are used for like and corre- 
sponding parts of the various drawings. 

FIGURE 1 provides a conceptual Illustration of 
CC 1 0 that a supplier, vendor, or service company, as 
examples, may use in responding to calls and that 
may be modified to employ the inventive concepts of 
the present Inventfon. As indicated by an-ow 12, in- 
coming calls with or without ISDN/PRI/ANI informa- 
tion are directed to ACD or PBX 14 that serves as a 
call distribution circuit and connects to telephone 16 
and optional VRU 18. With telephone 16 and CSR 
workstation 20. a CSR provides services to a custom- 
er making a service call. CSR workstation 20 has a 
data link 22 to LAN 24. From LAN 24, data communi- 
cations with host computer 26 are possible through 
file and communications server(s) 28. That is, file and 
\communications server(s) 28 communicates to LAN 
Il24 through link 30 and to host data processor 26 
Ihrough link 32. File and communications server 28 
/may be one of a wide variety of components such as 
an IBM RS/6000 unit or other functionally similarf ront 
end processor. 

In CC 10, ACD or PBX 14 acts as a front end to 
the existing telephone network providing additional 
call processing capabilities and features. These in- 
clude intelligent queuing for calls, recorded delay 
voice announcements and interactive voice response 
via touchtone key pad or speaker independent voice 
recognition entry. Optionally VRU 18 answers calls 
that ACD 14 sends and collects information neces- 
sary to process the calls. VRU 18, upon acquiring the 
necessary Information, routes the client service call 
to telephone 16 for service by an appropriate CSR. 
Otherwise, if ISDN/ AN I is provisioned, ACD 14 may 
route the call directly to telephone 16. CSR worksta- 
tion 20 includes the components that the CSR directly 
uses in dealing with the customer. This specifically in- 
volves one or more computer systems on their desk, 
as well as a voice line that may be separate from or 
integral to the computer system. 

FIGURE 2 shows the CC architecture as modi- 
fied for the purposes of the present invention. In par- 
ticular, FIGURE 2 shows CC 50 that applies the meth- 
od and system of the preferred embodiment. As 
shown in FIGURE 2. ACD or PBX 1 4 not only receives 
calls as indicated by arrow 12. but also connects to a 
remote call center as indicated by arrow 52. ACD 14 
establishes communications to telephone 16 and, op- 
tionally, VRU 18. The CSR uses telephone 16 in con- 
junction with CSR workstation 54. CSR workstation 
54 includ s the n cessary softwar and circuitry for 
a CSR to respond to a service call ither by directly 
addressing the customer's needs at CSR workstation 
54. by transf rring th call to another CSR within CC 



50, or by transfenring the service call to a second CC. 
The softwar that CSR workstation 54 of the prefer- 
red mbodiment uses to control the call is known as 
"contact control client" or C^. This software includes 
5 a set of control instructions to invoke the transfer of 
the voice component and the data component of the 
call. 

CSR workstation 54 connects via communication 
line 22 to LAN 24. VRU 18 of FIGURE 2 connects via 
10 communication line 56 to lAU 24 or optionally to CCS 
58 directly via communication line 57. CCS 58 com- 
municates with ACD 14 through link 60. CCS 58 also 
connects to LAN 24 via communication line 62, stores 
data in database 64, and, communicates with an as- 
15 sociated CCS at the second CC via line 66, as Indi- 
cated by block 68. From LAN 24, communication may 
go to numerous file and communication servers each 
designated by reference numeral 28 that communi- 
cate via lines 30 and 32. respectively, to LAN 24 and 
20 one or more optional host data processor(s) 26. 

CCS 58 and the C^ computer software are a col- ^ 
lection of programs that coordinate "screen pops," 
i,e., the simultaneous arrival and transfer of voice and 
data screen at CSR workstation 54. CCS 58 and C3 
25 software are designed, developed and sold through 
Teknekron Infoswitch Corporation of Fort Worth, 
Texas and make the physical structure of CC 50 
transparent by coordinating voice components and 
data components of the service call within CC 50, 
30 across multiple CCs, and with mobile agents who 
may communicate with CC 60. CCS 58 along with C^ 
software provide these functions for host processor 
26 and CCs that cannot perform these functions. 
CCS 58 also off-loads functions from host processor 
35 26 to more rapidly and easily handle certain functions 
to support the CSR at CSR workstation 54. In its basic 
configuration, CCS 58 runs on a separate applica- 
tions server connected to LAN 24. CCS 58 communi- 
cates via LAN 24 with the C^ componentof other CSR 
40 workstations 54. Optionally, CCS 58 may communi- 
cate via LAN communication line 62 with other devic- 
es such as VRU 18 and other MIS components such 
as hosts 26. CCS 58. therefore, permits (1) simulta- 
neous voice/data coordination, (2) customer pro- 
45 file/history screen pops, (3) ANI database matching 
and enrichment, and (4) task queuing and work flow 
management. 

Database 64 associates with CCS 58 to serve as 
an ANI, DNIS, or other call Wentiflcatlon database. 
50 Additionally, database 64 may serve as a task queu 
manager for managing process flow for CC 50. In co- 
ordinating voice components and data components 
of a service call within a CC 50, CCS 58 receives cus- 
tom r id ntification information from ISDN/ AN1 12 or 
55 VRU 18. With this information, CCS 58 r qu sts a 
first screen customer profile from a customer data- 
bas elth r within database 64 or at host processor 
26. Th n. upon r ceiving a "connect" message from 
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link 60, CCS 58 will send the first screen to the receiv- 
ing CSR workstation, such as CSR workstation 54, 
^ CCS 58 also coordinates intra-CC and inter-CC and 
call transfer requ sts. as herein described, via links 
60. 62, and 66. 5 

The CCS 58 work flow/data subsystem, there- 
fore, permits the CSR to interact with the other data 
processing applications within the CC. In certain en- 
vironments, CCS 58 may involve a corporate work 
flow system in which electronic documents repre- io 
senting customer records, contact information and 
even telephone calls can be routed to the most rele- 
vant place as they are needed. CCS 58, in this con- 
text, acts as the real-time link between the real-time 
ACD voice subsystem and the soft-real-time require- is 
ments of the remaining subsystems. 

Within CC 50, the preferred embodiment coordin- 
ates a voice component and a data component of a 
call to transfer the call across a communication path 
line 52 to a second CC (e.g.» see CC 71 of FIGURES 20 
3 and 4, below). The CC 50, therefore, includes the 
necessary network control circuitry to transfer to the 
second CC a voice component of the service call to- 
gether with a unique identifier using communication 
protocol principles such as those of DNIS or ISDN D- 25 
channel, for example. The major portion of this nec- 
essary circuitry that selects the unique value/num- 
ber/digit resides in CCS 58. The method and system 
of the preferred embodiment also use CCS 58 and the 
C^ software of CSR workstation 54 to direct a transfer 30 
screen relating to the service call from the CC 50 to 
the second CC. The transfer screen may include a 
wide variety of information concerning the call and 
the caller's identity and needs. The voice component 
and transfer screen are then sent to a single CSR as 
workstation with the aid of the unique identifier at the 
second CC. 

Before describing in further detail the operation 
of the preferred embodiment, it is helpful to under- 
stand the switching network connection between call 40 
centers. Therefore, FIGURES 3 and 4, further illus- 
trate the connection relationships 70 and 80, respec^ 
lively, between ACD 14 at CC 50 which is indicated 
by the partial bracket and ACD 72 at CC 71 which is 
also indicated by a partial bracket. Using tie or private 4S 
lines 52, ACD 14 directs the voice component of the 
inbound call 12 to ACD 72. As this occurs, ACD 14 
tags the voice component of the call with a voice iden- 
tifier that is supplied as digits such as those of DNIS, 
ISDN D-channel or the 11 ke, with call arrival as indicat- so 
ed by block 74. CCS 58 then sends a transfer screen 
through connection 66 to CCS 76 at CC 71. Once at 
CC 71, the voice component and the transfer screen 
are simultaneously displayed at the second worksta- 
tion for the CSR (not shown) at CC 71 to continue to ss 
service the call. 

FIGURE 4 Illustrates an alternativ connection 
r lationship 80 of the preferr d embbdim nt. In FIG- 



URE 4, ACD 14, again at CC 50, uses a communicate 
path that includes through line 82 to a public switching 
n twork 84 such as that having the name AT&T Meg^ 
acom Service N twork (or a similar MCI or SPRINT 
service). From public switching network 84, commu- 
nication proceeds to ACD 72 at CC 71 via line 86. As 
Indicated by block 88, ACD 14 tags the voice compo- 
nent of the call with a voice identifier using a protocol 
such as DNIS or ISDN D-channel digits. This voice 
component and the DNIS digits and/or ISDN D-chan- 
nel data associated with the voice component are 
sent to ACD 72. 

Having explained both the Internal CC architec- 
ture and the CC-to-CC architecture, it is possible to 
explain in more detail the connections and data flow 
of the preferred embodiment. The CC 50 architecture 
establishes the foundation for the method and system 
of the preferred embodiment. Returning to FIGURE 
2, the architecture of CC 50 coordinates the voic 
component and data component of a call across CCs 
according to the following scenario. First, a CSR at 
CSR workstation 54. for example, indicates the need 
to transfer via C^ from CC 50 to another CC, e.g., CC 
71. The C3 software includes a transfer initiating in- 
struction for sending the request to CCS 58 to trans- 
fer the call. The call has at least two components: a 
voice component and a data component. The data 
component includes data that C^ uses to generate a 
transfer screen of data containing relevant caller in- 
formation. Then, the C^ software informs CCS 58 of 
the need to transfer the service call to another CC. 
Depending on the appropriate software design either 
CCS 58 or C3, or both, may then designate CC 71 to 
receive the call. 

CCS 58 uses CTI link 60 to inform ACD 14 to ini- 
tiate a transfer by dialing a digit stream. CCS 58 also 
sends a message to the receiving CCS 76 at CC 71 
that references the appropriate unique identifier and 
includes the transfer screen information. At CC 71, 
ACD 72 receives the transferred voice component 
and unique identifier from ACD 14. In using tie line 52 
of FIGURE 3, the digit stream may be the line access 
code plus a one- to ten-digit number or the voice iden- 
tifier of the form "DD ... D." When using a public net- 
work 84 of FIGURE 4, the number may be 1-800 fol- 
lowed by a seven-digit number of the form DDD- 
DDDD, where DDDD Is the unique 4-digit voice iden- 
tifier. 

When ACD 72 selects an available CSR to route 
the call to, the CC 71 CTI link 78 sends the connect 
message indicating the unique klentifier and CSR 
workstation location receiving the transferring call to 
CCS 76. Next, the CCS 76 sends to the receiving 
CSR the transfer screen associated with the voice . 
component and C^ pops or displays th transfer 
screen. This concludes the call transfer sequenc , at 
which point the receiving CSR has at the CSR work- 
station both the voice component and the transfer 
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sere n. Th receiving CSR will ther fore know the 
caller's nam , pertinent account information, any 
transfer information acquired prior to the need to 
transfer the call and why the call was transferred to 
the second call center. s 

FIGURE 5 illustrates an exemplary flow chart of 
the steps to execute the preferred embodiment of the 
present invention. The following description uses the 
exemplary CC 50, CC 71, and connection path 70 of 
FIGURE 3 for exemplary purposes. According to FIG- io 
URE 5, call transferring from CC 50 to CC 70, for ex- 
ample, is a two stage process. FIGURE 5 shows the 
first stage that occurs at CC 50 using dash-line box 
100 and the second stage at CC 71 using dash-line 
box 102. Beginning at the first stage, i.e., within box is 
100, the process Is to first receive a call at CC 50 as 
indicated by block 104. A next step in the process is 
to determine whether the call needs to be transferred 
to another call center such as CC 71, If not, the CSR 
at CSR workstation 54 services the call as indicated 20 
by block 108. The CSR may, while servicing the call, 
determine that the call should be transferred. If so, 
the CSR via C^ indicates to CCS 58 the need to trans- 
fer the call. If there Is no need to transfer, the CSR ter- 
minates the call as indicated by block 112. 25 

If either at the initiation of or during the call the 
CSR determines that the call should be transferred, 
the CSR will do so by indicating to CCS 58 via the C^ 
software that the call should be transferred. Block 
114 indicates this step. In response to the need to 30 
transfer, C^ generates a transfer screen as indicated 
by block 116 and sends It to CCS 58. Then, CCS 58 
assigns to both the voice component of the service 
call and the transfer screen a unique identifier using 
DNIS and/or ISDN D-channel protocol principles, as as 
block 118 indicates. After assigning the unique iden- 
tifier to both the voice component and the data com- 
ponent of the service call, further steps are to request 
transfer via CTI link 60 of the voice component of the 
call by ACD 14 as indicated by block 1 20 and to trans- 40 
fer the data transfer screen through CCS 58 as indi- 
cated by block 122. 

From ACD 14, the voice component and transfer 
screen take separate and distinct paths to CC 71 as 
Indicated by the data flow arrows 124 and 126 going 45 
into dash-line box 102. Within dash-line box 102, ACD 
72 receives the voice component and routes it 
through to CSR's telephone, as indicated by block 
128. Likewise, the data is presented to C^ of the re- 
ceiving CSR for the DNIS or ISDN D-channel digits so 
corresponding to the voice identifier as indicated by 
CTI link 78 to CCS 76 as indicated by block 1 30. Using 
the unique identifier that associates with both the 
voice component and the transfer screen, the voice 
component and transf r scr en reside at th rec iv- 55 
ing CSR's workstation as indicated by block 1 32. The 
receiving CSR may th n service the call as Indicated 
by block 134. The CSR will th n determin wh ther 



the call r quires further transfer as indicated by query 
block 136. If so, call transfer takes place as previously 
describ d and as indicated by block 138. Otherwise, 
the CSR services the call as indicated by block 140 
and may further determine whether the call requires 
transfer as indicated by query block 142. If no further 
transfer of the call is necessary, the CSR terminates 
the call as indicated by block 144. 

An important feature of the preferred embodi- 
ment is that a wide variety of components may carry 
out the above-described inventive concepts. That is, 
the transfer functions that CCS 58 provides are inde- 
pendent of the type of equipment used for ACD or 
PBX 14, telephone 16, VRU 18, CSR workstation 54, 
LAN 24, file and communications server 28, and host 
processor 26, as long as these components satisfy 
certain standards or specifications. For example, 
Rockwell, Northern Telecom, AT&T, Aspect, and Te- 
knekron all manufacture an ACD, PBX/ACD or Cen- 
tral Office based ACD product that satisfactorily 
serves as ACD 14. Telephone 16 is specific to the 
type of ACD 14, but numerous vendors satisfy these 
specifications. Also, a wide variety of vendors, includ- 
ing InterVoice and Syntellect for example, provide the 
voice response unit functions of VRU 1 8. CSR work- 
station 54 may be compatible with the type of host 
processor 26, however, emulation software allows al- 
most any work station to access almost any host con- 
sistent with the purposes of this embodiment. Ven- 
dors such as IBM, Digital Equipment Corporation, and 
Hewlett-Packard as well as virtually all personal com- 
puter manufacturers produce components that meet 
functional requirements for both of these compo- 
nents. Likewise, file and communication server 28 
may be one of a variety of systems that are compat- 
ible with host processor 26. Furthermore, LAN 24 
may be a Token Ring, Ethernet system, or other sys- 
tem such as those sold by a variety of vendors such 
as IBM, Novell, and Intel. 

OPERATION 

The operation as a whole of the preferred emr 
bodihient may be best understood by collectively re- 
turning to FIGURES 2 through 5, above. It is also ben- 
eficial to understand the operation of the preferred 
embodiment by way of example. Therefore, consider 
that CC 50 is a call center for a company that sells 
products from two catalogs. One catalog is for appa- 
rel from the company's apparel division and the other 
catalog is for its food division. Consider further that 
an in- bound call to CC 50 that serves the apparel di- 
vision is a call by a customer who desires to purchase, 
for example, a winter coat from the apparel catalog 
and a selection of fine coffees from the gourmet food 
catalog. Within this scenario, the concepts of the pre- 
ferr d mbodiment may follow the following script: 
CSR1: (customer service representa- 
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five number 1 in the apparel division): Thanii you for 
calling T.LC. Direct apparel sal s. How may I h Ip 
you? 

C: (Customer): Hello, I am interest in buying 
some merchandise from your November apparel cat- 
alog. 

CSR1: OK, your name please? 

C: Ima Byer, 
Several sets of events are possible at this point For 
example, one set of events may be that the CC 50 
uses an ANI matching function so that CSR worksta- 
tion 54 immediately displays the customer's record 
screen when the call arrives through autoniatic num- 
ber identification. At this point, the CSR only needs 
to confirm the identity of the caller. Another possibility 
is that the CSR l<eys a best guess phonetic spelling 
"IMA BUYER" to an "identify customer" application 
running on his workstation. The system pattern 
matches against known customers and produces Ima 
Byer's record. 

CSR1: Is your address still 1234 Quality 
Court, Princetown, Any State ? 

C: Yes. 

CSR1: OK, which of our catalogs are 
you ordering from? 

C: The November catalog. 

CSR1: Do you have a stock number for the 
item you desire? 

C: Yes, the stock number is ABC1234X. 

CSR1: This is a pea coat. Is that correct? 

C: Yes. 

CSR: That item comes in red and navy. Which 
color would you prefer? 

C: I want the red pea coat. Thank you. 

CSR: Certainly, that will be $89.95 plus 
shipping. Ms. Byer, would you like to purchase any 
other items from the T.I.C; Apparel Catalog today? 

C: No, but I am interested in purchasing 
something from your T.i.C. Gourmet Foods Catalog. 

CSR1: Thank you, that item may be pur- 
chased through our food products division. I will trans- 
fer you now, and they will complete your order. 

C: Thank you very much. 
At this point, the CSR indicates that the call needs 
to be transferred to the T.I.C. food products division 
callxenter. C^ software generates and sends a trans- 
fer screen that includes the information relating to Ima 
Byer including the order in its present state to CCS 58. 
CCS 58 then attaches the unique identifier to the 
transfer screen and sends the transfer screen 
through CCS 58 along link 66 to CCS 76 at CC 71 . At 
the same time, CCS 58 directs ACD 14 to send the 
voice component along tie line 52 to ACD 72 of CC 71 . 

Upon r ceipt of th voic compon nt at ACD 72 
by. in this xample, the T.i.C. food products division, 
the call goes to a CSR within CC 71. ACD 72 infornr^ 
th CCS 76 that it has r celved the voice component 
of Ima Byer's call and to which CSR workstation in CC 



71 it should send the transfer scr en. CCS 76 then 
sends the transfer scr en including Ima Byer's in- 
proc ss order to th proper workstation where the 
voice component of Ima Byer's call is being s^ent by 

5 ACD 72. This is done by matching at CCS 76 the 
unique identifier of the voice component as received 
at ACD 72 with the transfer screen that CCS 76 re- 
ceives from CCS 58. This operation takes a matter of 
seconds or less and is fully transparent to the custom- 

f 0 er. 

_ At CC 71 , the following dialogue may take plac : 
CSR2: (second customer service repre- 
sentative): Hi, Is this Ima Byer? 
C: Yes. 

IS CSR2: I see that you would like to pur- 

chase something from the TJ.C. Direct Sales food 
products division. Is that correct? 

C: Yes, that's correct. I would like to pur- 
chase the set of the select imported coffees appear- 
20 ing on page 29 of your January catalog. 

CSR2: Thank you very much. That will 
be $29.95 plus shipping. That brings your total for 
both the pea coat and the gourmet coffees to $119.90 
plus shipping which will be $11.80 for a total of 
25 $131. 70. Would you like to charge those purchases 
on your VISA card? 
C: Yes. 

CSR2: Will you be using your regular 
charge card no. 4800-1234-56789010? 
30 C: Yes, that's correct. 

CSR2: OK, we will ship those items to- 
day, and you should have them by Thursday. Is there 
anything else I can help you with today? 
C: No, thank you. 
35 CSR2: Thank you for calling, T.I.C. Di- 

rect Sales. 

As the above exemplary operation describes, the 
preferred embodiment provides certain technical ad- 
vantages, including the ability to easily transfer a ser- 

40 vice call from a first call control center to a second call 
control center including both a voice component and 
a transfer screen of data relating to the service call. 
Additionally, the preferred embodiment makes ser- 
vice call transfer significantly advantageous to the 

45 customer. By providing the ability for a customer ser- 
vice representative who receives the transferred call 
to simultaneously receive a transfer screen of data 
pertaining to the call, the customer does not mind, but 
truly appreciates, the transfer to a representative with 

50 the necessary skills and infomniation.to properly ser- 
vice the call. 

In summary, there is provided a method for coor- 
dinating a voice component and a data component of 
a call that arriv s at a first workstation of a first call 

55 center and transferring th call across a switching 
network to a second workstation at a second call cen- 
ter. The method includ s the st ps of initially receiv- 
ing a call at a first workstation associated with a first 
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call cent n The call has a voice component and a data 
conrtponent. At the CSR workstation, software 
g n rates a transfer screen that the contact control 
server of the first call center sends to the contact con- 
trol server of the second call center. At the direction 5 
of the CSR the first workstation uses the software 
and responds to a transfer Instruction to transfer the 
service call from the first call center to a second call 
center. The first workstation then generates an infor- 
mation signal to the first contact control server in re- io 
sponse to the transfer instruction. Then, the first con- 
tact control server dynamically generates a unique 
identifier and associates both the voice component 
and the transfer screen. The unique identifier con- 
forms to standard dialed number identification ser- is 
vice (DNtS) and/or ISDN D-channel protocol princi- 
ples. 

The first contact control server sends the transfer 
screen to a second contact control server in the sec- 
ond call center and via a CTI link associated with the 20 
first call center directs an ACD to transfer to the sec- 
ond call center the voice component and unique iden- 
tifier. The second call center then receives the trans- 
fer call and associated identification digits and di- 
rects the voice component to a second workstation of 25 
the second call center. Also, the second call center in- 
forms the second CCS that a call received with iden- 
tification digits reflecting its unique identifier is being 
sent to a second workstation. The second CCS then 
sends the transfer screen to the second workstation. 30 

The second contact control server also presents 
the transfer screen simultaneously with the voice 
component using the unique identifier. This simulta- 
neous presentation step assures that the proper 
workstation at the second customer contract center 35 
receives both the voice component and the transfer 
screen. All of this Is possible by associating the 
unique identifier with the voice component and the 
transfer screen so that they can be identified properly 
at the second call center. 40 

Although the invention has been described with 
reference to the above-specified embodiments, this 
description is not meant (6 be construed in a limiting 
sense. Various modifications of the disclosed em- 
bodiment, as well as alternative embodiments of the 45 
invention will become apparent to persons skilled in 
the art upon reference to the above description. It is, 
therefore, contemplated that the appended claims will 
cover such modifications that fall within the true 
scope of the invention. 50 

There has been described a system for transfer- 
ring a voice component and a predetermined aspect 
of a related data component of a call from a first work- 
station of a first call center to a second workstation of 
a s cond call cent r. comprising: ss 

a first call distribution circuit within a first call 
center for first receiving a call comprising a voice 
compon nt and then distributing said voice compo- 



nent within said first call center; 

a first contact control server within said first 
call center and associat d with said first call distribu- 
tion circuit for generating a data component related to 
said voice component; 

a first workstation associated with said first 
contact control serverfor receiving said voice compo- 
nent and said data component, said first workstation 
comprising a first set of control instructions for con- 
trolling said voice component and said data compo- 
nent and generating from said data component a 
transfer screen; 

a second call distribution circuit within a sec^ 
ond call center for receiving said voice component 
and distributing said voice component within said 
second call center; 

a communication path for associating said 
second call distribution circuit with said first call dis- 
tribution circuit; 

a second contact control server within said 
second call center and associated with said second 
call distribution circuit for receiving said data transfer 
screen; 

a second workstation within said second call 
center and associated with said second contact con- 
trol server for receiving said voice component and 
said transfer screen; 

transfer initiating instructions within said first 
set of control instructions for initiating a transfer In- 
struction to transfer said voice component and said 
transfer screen from said first workstation to said sec- 
ond workstation; 

transfer instructions within said first contact 
control serverfor responding to said transfer initiating 
instruction, said transfer Instructions comprising: 

voice component directing instructions 
for directing said voice component through said first 
call distribution circuit and said communication path 
to said second call distribution circuit and further to 
said second workstation, 

identifier generating instructions for 
generating an identifier for relating said voice compo- 
nent with said transfer screen and further directing 
said identifier along with said voice component to 
said second call distribution circuit, and 

transfer screen directing instructions 
for directing sard transfer screen along with said iden- 
tifier to said second contact control server; and 

receiving instructions within said second con- 
tact control server for receiving said transfer screen 
and said identifier from said first contact control ser- 
ver, relating said voice component and said transfer 
screen using said identifier, and transferring said re- 
lated transfer screen to said second workstation. 

Thesyst m can further comprise a second s tof 
control Instructions within said second workstation 
for controlling said voic component and said transfer 
screen, said second set of control instructions further 
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for receiving and controlling said related voice com- 
ponent and said transfer screen. 

Said call distribution circuit can f urth r comprise 
circuitry and instructions for automatically identifying 
a call identifier upon initially receiving said call. 5 

Said communication path can comprise a public 
switching network between said first call center and 
said second call center. 

Said communication path can comprise a private 
network between said first call center and said sec- io 
ond call center. 

Said communication path can comprise a tie line 
between said first call center and said second call 
center. 

Said first contact control server can comprise in- . is 
structions for generating said identifier using direct 
number identification service (DNiS) protocol princi- 
ples. 

Said first contact control server can comprise in- 
structions for generating said identifier using ISDN 20 
protocol principles. 

The system can further comprise a memory de- 
vice associated with a first said contact control server . 
for storing said data component, and further comprise 
a file and communication server for communicating 25 
said data component between said first workstation 
and said host processor. 

The system can further comprise a memory de- 
vice associated with said second contact server for 
storing said transfer screen. 30 

The system can further comprise a file and com- 
municatton server for communicating said data conn- 
ponent between said first workstatbn and said host 
processor. 

There has also been described a method for 35 
transferring a voice component and a related data 
component of a call from a first workstation of a first 
call center to a second workstation of a second call 
center, comprising the steps of: 

receiving a call comprising a voice component 40 
using a first call distribution circuit within a first call 
center; 

distributing said voice component within said 
first call center to a first workstation within said first 
call center; 45 

generating a data component related to said 
voice component using said first contact control ser- 
ver; 

receiving said voice component and said data 
component at a first workstation associated with said so 
first contact control server; 

controlling said voice component and said data 
component using a first set of control instructions 
within said first workstation; 

gen rating from said data component a trans- 55 
f r screen; 

initiating a transfer instruction to transf r said 
vole component and said transf r scr n from said 



first workstation to said second workstation using a 
set of transfer Initiating Instructions within said first 
set of control Instructions; 

responding to said transfer initiating instruc- 
tion using a set of transfer instructions within said first 
contact control server, said responding step compris- 
ing the steps of: 

directing said voice component through said 
first call distribution circuit and a communication path 
to a second call distribution circuit, 

generating an identifier for relating said voice 
component with said transfer screen and further di- 
recting said identifier along with said voice compo- 
nent to a second call distribution circuit, and 

directing said transfer screen along with said 
identifier and a voice connect message to a second 
contact control server associated with said second 
call distribution circuit; 

distributing said voice component using said 
second call distribution circuit within said second call 
center to a second workstation within said second call 
center; 

receiving said voice connect message and 
said identifier from said second call distribution cir- 
cuit using a second contact control server, and said 
transfer screen and said identifier from said f jrst con- 
tact control server; and 

relating said voice connect message and said 
transfer screen using said identifier, and transferring 
said related transfer screen to said second worksta- 
tion. 

The method can further comprise the step of con- 
trolling said voice component and said transfer 
screen using a second set of control instructions with- 
in said second workstation. 

The method can further comprise the step of au- 
tomatically identifying the origin of said call upon ini- 
tially receiving said call. 

The method can further comprise the step of 
communicating said call through a public switching 
network associated between said first call center and 
said second call center. 

The method can further comprise the step of 
communicating said call through a private network 
associated between said first call center and said 
second call center. 

The method can further comprise the step of 
communicating said call through a tie line associated 
between said first call center and said second call 
center. 

In the method said identifier generating step can 
comprise the step of generating said identifier using 
direct number identification service (DNIS) protocol 
principles. 

In th m thod said id ntifler generating step can 
comprise the step of generating said identifier using 
ISDN protocol principl s. 

The method can further comprise the step of stor- 
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ing said data component in a storage means associ- 
ated with said first contact control server. 

Tine method can further comprise the step of 
communicating said data component between said 
first workstation and said host processor using a file 5 
a nd comma nication server. 

The method can further comprise the step of stor- 
ing said transfer screen in a storage means associat- 
ed with said second contact control server. 

The method can further comprise the step of io 
communicating s^\6 data component between said 
first workstation and said host processor using a file 
and communication server. 

There has further been described a method for 
coordinating a voice component and a data compo- is 
nent of a call that arrives at a first workstation of a first 
call center and transferring the call across a switching 
network to a second workstatton at a second call cen- 
ter, the method comprising the steps of: 

initially receiving a call at a first workstation as- 20 
sociated with a first call center, said call comprising a 
voice component and a data component, said data 
component comprising a transfer screen; 

responding to a transfer Instruction to transfer 
said call from said first call center to a second call 25 
center by transferring said call from said first worksta- 
tion to a first contact control server of said first call 
center; 

generating a unique identifier at said first con- 
tact control server, said unique identifier for associat- 30 
ing said voice component with said transfer screen; 

sending said transfer screen and said unique 
identifier to a second contact control server in said 
second call center; 

sending said voice component and said unique 35 
identifier through a first call distribution circuit and 
call communication path to a second call distribution 
circuit at said second call center, 

directing said voice component to a second 
workstation of said second call center; and 40 

directing said transfer screen associated with 
said unique identifier from said second contact con- 
trot server to said second workstation. 

The further method can further comprise the step 
of controlling said voice component and said transfer 4S 
screen using a second set of control instructions with> 
in said second workstation. 

In the further method said call receiving step at 
said first call center can comprise the step of recefv> 
ing said call through a public switching network asso- so 
ciated between said first call center and said second 
call center. 

In the further method said call receiving step at 
said first call center can comprise the step of receiv- 
ing said call through a private n twork associat d be- 55 
tween said first call center and said second call cen- 
ter. 

In th furth r method said call r ceiving step at 



said first call center can comprise the step of receiv- 
ing said call through a tie line associated between 
said first call center and said second call center. 

In the further method said identifier generating 
step can comprise the step of generating said identi- 
fier using direct number identification service (DNIS) 
protocol principles. 

In the further method said identifier generating 
step can comprise the step of generating said identi- 
fier using ISDN protocol principles. 

The further method can further comprise the step 
of storing said data component in a storage means as- 
sociated with said first contact control server. 

The further method can further comprise the step 
of communicating said data component between said 
first workstation and said host processor using a file 
and communication server. 

The further method can further comprise the step 
of storing said transfer screen in a storage means as- 
sociated with said second contact control server. 

The further method can further comprise the step 
of storing said data component in a storage means as- 
sociated with said first contact control server. 



Claims 

1 . A system for transferring a voice compone^nt and 
a predetermined aspect of a related data compo- 
nent of a call f fx>m a first workstation of a first call 
center to a second workstation of a second call 
center, comprising: 

a first call distribution circuit within a first 
call center for first receiving a call comprising a 
voice component and then distributing said voice 
component within said first call center; 

a first contact control server within said 
first call center and associated with said first call 
distribution circuit for generating a data compo- 
nent related to said voice t;omponent; 

a first workstation associated with said 
first contact control server for receiving said 
voice component and said data component said 
first workstation comprising a first set of control 
instructions for controlling said voice component 
and said data component and generating from 
said data component a transfer screen; 

' a second call distribution circuit within a 
second call center for receiving said voice com- 
ponent from said first call distribution circuit and 
distributing said voice component within said 
second call center; 

a first communication path for transferring 
said voice component between said second call 
distribution circuit and said first call distribution 
circuit; 

a second contact control server within 
said s cond call center and associated with said 
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second call distribution circuit for receiving said 
data transfer screen; 

a second commu nication path for t ransfer- 
ring said data transfer screen b tw en said sec- 
ond contact control server and said first contact 5 
control server; 

a second workstation within said second 
call center and associated with said second con- 
tact control server for receiving said voice com- 
ponent and said transfer screen; io 

transfer initiating instructions within said 
first set of control instructions for initiating a 
transfer instruction to transfer said voice compo- 
nent and said transfer screen from said first 
workstation to said second workstation; is 

transfer instructions within said first con- 
tact control server for responding to said transfer 
initiating instruction, said transfer instructions 
comprising: 

voice component directing instruc- 20 
tions for directing said voice component through 
sakJ first call distribution circuit and said first 
communication path to said second call distribu- 
tion circuit and further to said second worksta- 
tion, 25 

voice identifier generating instruc- 
tions for generating a voice identifier for relating 
said voice component with said transfer screen 
and further directing said voice identifier along 
with said voice component on said first commu- 30 
nication path to said second call distribution cir- 
cuit, and 

transfer screen directing instruc- 
tions for directing said transfer screen along with 
said voice Identifier on said second communica- 35 
tion path to said second contact control server; 
and 

receiving Instructions within said second 
contact control server for receiving said transfer 
screen and said voice identifier from said first 40 
contact control server, relating said voice compo- 
nent and said transfer screen using said voice 
identifier, and transferring said related transfer 
screen to said second workstation. 

45 

2, The system of Claim 1 , further comprising a sec- 
ond set of control instructions within said second 
workstation for controlling said voice component 
and said transfer screen, said second set of con- 
trol instructions further for receiving and control- so 
ling said related voice component and said trans- 
fer screen. 

3. The system of Claim 1. wherein said call distrib- 
ution circuit further cpmpris s circuitry and in- . 55 
structions for automatically identifying a call 
identif i r upon Initially r ceiving said call. 



4. The system of Claim 1 , wherein said first commu- 
nication path comprises a public switching net- 
work b tween said first call center and said sec- 
ond call c nt r. 

5. The system of Claim 1, wherein said first commu- 
nication path comprises a private network be- 
tween said first call center and sakj second call 
center. 

6. The system of Claim 1, wherein said first commu- 
nication path comprises a tie line between said 
first call center and said second call center. 

7. The system of Claim 1 , wherein said first contact 
control server comprises Instructions for gener- 
ating said voice identifier using direct number 
identification service (DNIS) protocol principles. 

8. The system of Claim 1 , wherein said first contact 
control server comprises instructions for gener- 
ating said voice identifier using ISDN protocol 
principles. 

9. The system of Claim 1. further comprising a 
memory device associated with first said contact 
control server for storing said data component. 

10. The system of Claim 9, further comprising a file 
and communication server for communicating 
said data component between said first worksta- 
tion and said host processor. 

11. The system of Claim 1, further comprising a 
memory device associated with said second con- 
tact server for storing said transfer screen. 

12. The system of Claim 1, further comprising a file 
and communication server for communicating 
said data component between said first worksta- 
tion and said host processor. 

13. A method for transferring a voice component and 
a related data component of a call from a first 
workstation of a first call center to a second work- 
station of a second call center, comprising the 
steps of: 

receiving a call comprising a voice compo- 
nent using a first call distribution circuit within a 
first call center; 

distributing said voice component within 
said first call center to a first workstation within 
said first call center; 

generating a data component r lated to 
said voic compon nt using said first contact 
control server; 

receiving said voice comp nent and said 
data component at a first workstation associat d 
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with said first contact control serven 

controlling said voice con^ponent and said 
data component using a first set of control in- 
structions within said first workstation; 

generating from said data component a 5 
transfer screen ; 

initiating a transfer instruction to transfer 
said voice component and said transfer screen 
from said first workstation to said second work- 
station using a set of transfer initiating instruc- io 
tions within said first set of control instructions; 

responding to said transfer initiating in- 
struction using a set of transfer instructions with- 
in said first contact control server, said respond- 
ing step comprising the steps of; is 

directing said voice component 
through said first call distribution circuit and on a 
first communication path to a second call distrib- 
ution circuit, 

generating a voice identifier for re- 20 
latlng said voice component with said transfer 
screen and further directing said voice identifier 
along with said voice component on said first 
communication path to a second call distribution 
circuit, and 25 

directing said transfer screen along 
with said voice identifier and a voice connect 
niessage on a second communication path to a 
second contact control server associated with 
said second call distribution circuit; 30 

distributing said voice component 
using said second call distribution circuit within 
said second call center to a second workstation 
within said second call center; 

receiving said voice connect mes- 35 
sage and said voice identifier from said second 
call distributton circuit using a second contact 
control server, and said transfer screen and said 
Voice identifier from said first contact control ser- 
ver and 40 

relating said voice connect mes- 
sage and said transfer screen using said voice 
identifier, and transferring said related transfer 
screen to said second workstation. 

45 
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